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Period: 4/14/99 
Organization: Services 
Agent: David 
Campaign: AH 
Total Activity Recap 



Report Date: 
Report Time: 



04/17/99 
14:05:03 









Telephone Contacts 


Email 


Web 


Other 


Tot 
al 


Avg.Min. 
Per/Contact 


Log 


Log 


Duration 


In-bound 


Out- 


Total 


In 


Out 






bound 






8:00 


10:00 


120 


13 


4 


17 


4 


3 




24 


5.00 


10:15 


12:00 


105 


7 


3 


10 


11 


4 




25 


4.20 


12:45 


14:30 


105 


12 


3 


15 


5 


3 




23 


4.57 


14:45 


16:00 


75 


7 


6 


13 


3 


2 




18 


4.17 




Total 


405 


39 


16 


55 


23 


12 




90 


4.50 



T 



Contact Handling Time 







Unavail 
able 


No 
Activity 


Inbound 


Outbound 








Total 


Log In 


Log 


Time 


Time 


Telephone 


Telephone 


Email 


Web 


Other 


Time 




Out 
















8:00 


10:00 


2 


7 


72 


24 


8 


8 




120 


10:15 


12:00 


2 


5 


45 


21 


24 


8 




105 


12:45 


14:30 


11 


4 


57 


15 


11 


7 




105 


14:45 


16:00 


3 


3 


29 


28 


7 


5 




75 


(Total 


18 


19 


203 


88 


50 


27 




405 




Period: 4/14/99 
Organization: Services 
Campaign: All 
Total Activity Recap 

Telephone Contacts Email 



Report Date: 04/17/99 
Report Time: 14:05:03 



Web 



Other Total 



Avg. Min. 



Agent 


Inbound 


Outbound 


Contacts 


Contacts 


Contacts 


Contacts 


Per/Contact 


David Robinson 


43 


4 


47 


4 




98 


4.23 


Joe Mc Colum 


34 


3 


37 


11 




85 


5.65 


Harry Doyle 


65 


3 


68 


5 




141 


7.89 


Jane Alexander 


98 


6 


104 


3 




211 


113.65 


Kermit Spenser 


132 


3 


135 


11 




281 


23.50 


Mike Alabaster 


45 


5 


0 


5 




55 


4.50 


Milan Jones 


32 


6 


0 


6 




44 


4.12 


Scott Nyquist 


65 


8 


45 


3 




121 


7.30 


Total 


514 


38 


436 


48 


0 


1036 


2.84 
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Unavailable No Activity Inbound Outbound 
Time Time Telephone Telephone 



Email 



Web 



Total 
Other Time 



David Robinson 


12 


14 


300 


43 


23 


12 




404 


Joe Mc Colum 


34 


12 


234 


23 


45 


15 




363 


Harry Doyle 


12 


0 


432 


54 


43 


16 




557 


Jane Alexander 


6 


0 


123 


23 


54 


18 




224 


Kermit Spenser 


15 


0 


123 


23 


67 


19 




247 


Mike Alabastor 


7 


12 


189 


56 


65 


20 




349 


Milan Jones 


12 


45 


321 


71 


23 


21 




493 


Scott Nyquist 


23 


23 


200 


23 


12 


22 




303 


Total 


121 


106 


1922 


316 


332 


143 


0 


2940 



t: 
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2/ & 



Period: 



4/14/99 



Total 



Report Date: 04/17/99 
Report Time: 14:05:03 
Average 



No Of 
Abandoned 



Abandoned 
WaitTime 



ACD Group 


ACD Name 


Calls 


Calls 


Percent 


(in min) 


1 


Inbound Sales 


120 


23 


19% 


0.34 


2 


Service 


60 


4 


7% 


0.56 


3 


Customer Support 


75 


7 


9% 


1.5 


4 


Outbound Sales 


68 


0 


0% 


0 




Total 


323 


34 


11% 





T 



Z I 















Average 


Average 












No Of 




Abandoned Pre Call 










Total 


Abandoned 




WaitTime Processing 






Shift 1 




Calls 


Calls 


Percent 


(in sec) 


Time 




1 


8:00 


8:15 




5 


0 


0% 


0 


0 




8:15 


8:30 




5 


0 


0% 


0 


0 


8:30 


8:45 




9 


3 


33% 


115 


136 


8:45 


9:00 




8 


1 


13% 


15 


15 


9:00 


9:15 




6 


1 


17% 






9:15 


9:30 




7 


1 


14% 






9:30 


9:45 




2 


0 


0% 






9:45 


10:00 




12 


4 


33% 






10:00 


10:15 




15 


3 


20% 






10:15 


10:30 




7 


1 


14% 






10:30 


10:45 














10:45 


11:00 
















11:00 


11:15 














11:30 







r 
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Report Date: 04/ 1 7/99 


Organization : Services 






Report Time: 
14:05:03 


Reporting Period: 4/14/99 












Campaign: 


Widgets 1 






Average 


Average 


Average 










Total 


Wait 


Session 


Wrap-up 


dtlltt 1 




Calls 


E-Mails 


Web Contacts 


Contacts 


(in Min) 


(in Min) 


(in Min) 


o.UU 




5 


15 




20 


0.00 


3.50 


0.50 


8*15 


8:30 


5 




1 


6 


0.00 


4.20 


0.03 


o. j\j 


8:45 


9 






9 


3.00 


6.30 


0.40 


8:45 


9:00 


8 


5 




13 


7.50 


15.00 


0.40 


9:00 


9:15 


6 






6 


1.00 


15.00 


0.40 


9:15 


9:30 


1 




1 


8 


1.00 


15.00 


0.40 


9:30 


9:45 


2 






2 


0.00 


15.00 


0.40 


9:45 


10:00 


12 






12 


4.00 


15.00 


0.40 


10:00 


10:15 


15 






15 


3.00 


15.00 


0.40 


10:15 


10:30 


7 






7 


1.00 


15.00 




10:30 


10:45 


12 


1 




13 








10:45 


11:00 


2 















Organization : Services 
Reporting Period: 4/14/99 
Campaign: Widgets 1 

OUTCOME: Successful Contact 

Successful Contacts Result Summary 

Inbound 



Report Date: 04/17/99 
Report Time: 14:05:03 



Result 



Outbound 

Telephone Telephone Email Web Other Total 
Cal| s Calls Contacts Contacts Contacts Contacts 



New Customer Sale 


16 


8 


17 


17 




58 


Existing Customer Sale 


56 


23 


5 


23 




107 


No Sale 


34 


34 


7 


5 




80 


Successful Service - Products 


21 


32 


23 


7 




83 


Unsuccessful Service - Products 


80 


12 


4 


9 




105 


Other 


12 


23 


5 


12 




52 


Total 


219 


132 


61 


73 


0 


485 



Successful Contact Result Detail 
Result - New Customer Sale 
Reason 



Inbound Outbound 

Telephone Telephone Email Web Other Total 
Calls Calls Contacts Contacts Contacts Contacts 



t: 



Good Price 




3 


1 


2 


2 




8 


Loyal Customer 




1 


2 


2 


3 




8 


Likes Product 




6 


0 


1 


1 




8 


In a Good Mood 




1 


1 


3 


8 




13 


Has the Mc 


>ney 




2 


3 


4 


2 




11 


Other 






3 


1 


5 


1 




10 


Total 






16 


8 


17 


17 


0 


58 
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Organization : Services 



Reporting Period: 4/14/99 



Campaign: 



Agent 



David Robinson 
Joe Mc Colum 



Outbound 



No Contact 



Telephone 
Calls 



43 



Rerouted 



Inbound 



Contacts 



34 



Outbound No Connects 



Busy 



Signals 



No 



Answer 



23 



SIT Tone 



No Connect 



Report Date: 04/1 7/99 



Report Time: 14:05:03 



Answering 



Machines 



Total 



No Connects 



23 



28 



Total 



No Contacts 



Reroutes & 



No Connects 



105 



Harry Doyle 



34 
65 



11 



12 



12 



25 



90 



Jane Alexander 



98 



Kermit Spenser 



132 



Mike Alabaster 



45 



Milan Jones 



32 



Scott Nyquist 
Total 



65 
514 



60 



91 



5 
T 



124 

33 



11 



26 



63 
462 



48 



16 



19 



23 



25 



28 



12 
158 



26 



151 



23 



212 



13 



17 



34 



12 



36 



33 



35 



17 
223 



292 



111 



93 



145 
1199 



• • • • 















i 


Report Date: 04/17/99 


Organization : Sei 


■vices 












Report Time 


: 14:05:03 


Reporting Period: 4/14/99 


















Campaign: 






















Outbound 


Right 




Wrong 


No Connects 




Total 




Telephone 


Party 


Percent 


Party 
Contacts 


Busy 
Signals 


No 

Answer 


SIT Tone 
No Connect 


Answering 
Machine 


No 

Connects 


Agent 

David Robinson 


Attempts 

71 


Contacts 

34 


48% 


9 


4 


23 


1 


3 


28 


Joe Mc Colum 


59 


31 


53% 


3 


11 


12 


2 


23 


25 


Harry Doyle 


91 


60 


66% 


5 


5 


16 


5 


21 


26 


Jane Alexander 


121 


91 


75% 


7 


3 


19 


1 


17 


23 


Kermit Spenser 


168 


124 


74% 


8 


11 


23 


2 


12 


36 


Mike Alabaster 


78 


33 


42% 


12 


5 


25 


3 


3 


33 


Milan Jones 


67 


26 


39% 


6 


6 


28 


1 


4 


35 


Scott Nyquist 


82 


63 


77% 


2 


3 


12 


2 


6 


17 


Total 


737 


462 


63% 


52 


48 


158 


17 


89 


223 





13, 



L Send Virtual Agent 
^ Object to Agent 







Register Agent 
Event Handler with 
Agent Manager 
Service 



f Agent Manager waits\ 
V to handle requests J 



27 




Routing 
Manager 



i i 



n 1 



0 



Customer Calls "Contact" Center 



Telephony Switch Receives Call 



CTI SVR Recognizes Inbound Call and 
Notifies ACD Proxy 



ACD Proxy Requests Creation of Cont/vctf* 
Object with Routing Manager 




Routing Manager Creates Contact 
Object and Returns to Proxy 



ACD Proxy Assigns Media Skill to Contact 



W 1 



o 



ACD Proxy Assigns Contact to Campaign 



13* 



o 



ACD Proxy Populates Contact with 
Customer Data 



CfO 



ACD Proxy Routes Contact 



U9< 



Routing Manager Adds Contact to Queue * 



I/O 




PSTN 



Customer 
Telephone 



/or 



Telephony 
Switch 



i 



-/of* 



CTI 
Link 



CTI SVR 



7/0 




Routing 
Manager 



CorvThcT Ct)WV/^ £c?*vr^ 



c 



Customer Calls 
'Contact" Center 



I 




Telephony Switch Receives Call and 
Forwards Caller to IVR 



/If of 



I 



CTI SVR Recognizes Inbound Call and 
Notifies IVR Proxy 



I 



IVR Proxy Requests Creation of Contact Object with 
Routing Manager 




No ► 



Routing Manager Creates Contact 
Object and Returns to Proxy 



IVR Proxy Assigns 
Media Skill to Contact 



IVR Prompts Caller to Collect 
Routing Information 



IVR Instructs IVR Proxy to Assign 
Routing Skills to Contact 



IVR Instructs IVR Proxy to Assign Campaign i w 0 
Skills to Contact ' ' ' 



J. 



IVR Instructs IVR Proxy to Assign 
Customer Data to Contact 



IVR Notifies IVR Proxy to Route Caller 



J WO 



IVR Proxy R outes Contact 

Routing Manager Adds Contact to Queue (fr^M)^ 




3/ 



'/r<r 



Customer 
Requests 
"Contact" Center 
Web CallBack 




Web Server 
receives request 



Customer 
Phone 




Telephony 
Switch 



CTI 
Server 



CTI 
Manager 



Agent 
Manager 



Customer 
PC 




Web 
Server 



Web 
Proxy 



Routing 
Manager 



Web Proxy 
recognizes request 
and requests creation 

of Contact object 
with Routing Manager 




Web Proxy 
assigns 
campaign skill to 
Contact object 



P/?ovy assigns 
media-skill to Contact 
object 



Web Proxy populates 
Contact with customer 
data 

(i.e. customer phone#) 



7 



Web Proxy 
routes Contact 



Routing Manager 
adds Contact to queue 



2 



Customer 
Requests 
"Contact" Center 
Web Chat 




■/CfOO 



Web Server 
receives request 



Customer 
PC 




Web Proxy and Chat 

Server 
recognizes request 
and requests creation 

of Contact object 
with Routing Manager 



Of 



Reject 
Request 



-No- 



Chat 
Server 



Web 
Server 



Web 
Proxy 



Agent 
Manager 



Routing 
Manager 



call cer»rc<*- ^m^^ 



i 




Web Proxy 




Web Proxy 


assigns 





assigns 


campaign skill to 




media skill to Contact 


Contact object 




object 




f 






Web Proxy populates 






Contact with customer 




Web Proxy 


data 




routes Contact 


(i.e. customer phone#) 







T 



Routing Manager 
adds Contact to queue 

(F.6. feQ 




Telephony 
Switch 



VoIP 
Gateway 



7 

to** 



CTI 
Server 



CTI 
Manager 



Internet 
Gateway 




Web 
Server 



Web 
Proxy 







VoIP 
Proxy 



ACD 
Proxy 



Agent 




Routing 


Manager 




Manager 



Vf. 



Customer 

makes Voice over IP \ ^ 

to "Contact" Center J *" 



VoIP Gateway 
receives request 

via Itself or 
Web Server/Web 
Proxy 



\10< 




Yes 



Telephony Switch 
receives call via 
VoIP Gateway 



"A* 



77/-T 



CTI Server 
recognizes 
inbound call 
and notifies ACD Proxy 



VoIP Proxy 
recognizes request 
and requests creation 

of Contact object 
with Routing Manager 



7 



0 



7720 



ACD Proxy requests 
creation of Contact 

object with 
Routing Manager 



hi 

ru 
a 




Co,v1 ft VI CRTS-* r 

media skill to Contact 
object 



VoIP Proxy 
assigns 
campaign skill to 
Contact object 



ACD Proxy 
assigns 
media skill to Contact 
object 



VoIP Proxy populates 
Contact with customer 
data 

(i.e. customer phone#) 



i 



ACD Proxy 
assigns 
campaign skill to 
Contact object 



ACD Proxy populates 
Contact with customer 
data 



ACD Proxy 
routes Contact 



y 



VoIP Proxy 
routes Contact 



/7? 



r 



i7f7 



VoIP Proxy 
submits "call" 
connection request 
to VoIP Gateway 



Routing Manager 
adds Contact to queue 

(fib, 



Sea inor 



Customer 
PC 




/9z 



CTI 




Fax Proxy 


Manager 





OCR 
Processor 



Text 
Processor 



Agent 
Manager 



Routing 
Manager 



Corner Cd^n:^ se^ve/Z 



Customer 
Submits Fax to 
"Contact" Center 




it* 



FAX Server 
receives request 
via Telephony Switch 
or Internet /^X 
/Vof'/w fay A*»yy 



FAX Proxy 
recognizes request 

and requests creation 
of Contact object 

with Routing Manager 




Verify 
Proxy 
Access 



r 


•5 6> 


1 Yes 


Fax Proxy 




FAX Proxy gets 


passes FAX to OCR 




Cofitact object and 


processor 


M 


assigns 






media skill 



I 







r' 


1 v 










OCR Output is sent 




FAX Proxy assigns 






to Text Processor 






Campaign for Contact 






} 


r 




\ 


r 






Text Processor 
Returns 
Usable Parsed FAX 
Info to FAX Proxy 






FAX Proxy populates 
Contact with customer 
data 

(i.e. customer phone# 
or WEB Addr) 


^/^° 


i 


I 

f 










FAX Proxy assigns 

Routing 
Skills for Contact 






FAX Proxy 




Routing Manager 




routes Contact 


» 


adds Contact to queue 
(plL>< L>(°) 



1 



I6K 




/V6 - C 3 



5 ; ! 



Customer Sends e-mail to "Contact^ 
Center 



/ fee 



e-mail Server 
Receives e-mail 



e-mail Proxy Polls e-mail Server 
for Specified Mailboxes 



M/6) 



e-mail Proxy Receives e-mail and Requests 
Creation of Contact Object with Routing Manager 




Routing Manager Creates Contact 
Object and Returns to Proxy 



I 



e-mail Proxy Assigns Media 
Skill to Contact 



e-mall Proxy Passes e-mall Message 
and Contact Object for Parsing 
Processing Engine 



issage I 
toTextL 



Text Processing Engine Assigns 
Routing Skills to Contact 



e-mall Proxy Assigns 
Contact to Campaign 



I e-mail Proxy Populates Contact I _ , - 

1 with Customer Data \^'S ^ * 



e-mail Proxy Routes 
Contact 



Routing Manager Adds / 71 
Contact to Queue ( tb)l 



F/G,. 6? 



3 



Routing Manager — 



Route Request 
Broker 



Assignment 
Manager 



Agent Manager 



fa 



Routing Manager Receives Route 
Request from Proxy 




20oo 



Routing Manager Passes Contact Object 
to the Route Request Broker 



/22- 



i y 



2£/ O 



Route Request Provides Custom 
Routing Rules to the Contact Object 



2,09 '0 




Routing Manager Commits S^l 
Contact to Persistent Queue 



Routing Manager Calculate 
initial Queue Priority/ 
Priority incr frequency/ 
Priority incr rate 



I 



2* 



Routing Manager Store 
Queue Time 



Routing Manager Notifies Assignment 
Manager of Queued Contact 



F/t. 6>'4> 



Assignment manager adds contact to 
in memory queue. 



Media 
Source 



Media 
Proxy 



Routing 
Manager 



Assignment 
Manager 



Agent 
Manager 



Agent Java 
Interface 



/=/&■ (r>~? 



2-/ 



oo 



Sleep Routing Cycle 
Time 



Get highest priority 
queued contact 



Get all available agents 
who are assigned to the 

contact campaign and who 
have necessary media, 

language and general skills 





fU 



Generate assign 
contact event 
to ag ent manager 




Yes y More 
sAgents? 



Move contact to in 
service queue 



Get next priority 
queued contact 



Mark Agent 
Unavailable 



■Yfis- 




T 



8__1 



Assignment Manager Matches 
Contact to Agent 



Assignment Manager 
Generates Event to 
Agent Manager 



Agent Manager Notifies 
Appropriate Agent 
Toolbar 



2-/5/ 



2/32- 



.2-/ 




Route Request 
Broker 



Agent Manager 



c otvj^tT sysrcrm Server 
I 



Agent 
Workstation 




21f 



Get next contact in 
queue 



'Time To Re-Caluclate 



Priority 




Get first contact in 
queue 



Re-Calculate Priority 



if 



Get next contact in 
queue 



1^0 




Yes 



Sort queued contacts 
by priority 



2^ 



Wait for next time to 
re-calculate 



f Asslgmment Mgr 
/ notifies Agent Mgr of 
I ACD Contact for 
V Agent 




Agent Manager 
dispatches 
ACD Voice 
Contact to Agent 



Agent receives contact 
and retrieves specified 

Contact Data 1or 
preparation of Screen 
Presentation 




I 



Application event 
handler receives 
contact into and 
Invokes Contact Cntr 
Appliction for contact 



z 



Agent generates 
Contact Received 
event for Application 
event handler 



Agent requests Agent 
Manager to 
transfer customer 
call to Agent Phone 



CTI 
Manager 



Agent 




Routing 


Manager 




Manager 



Telephony switch 
transfers call Irom 
ACD queue to 
agent phone 



ft 



I 



Agent answers 
incoming call 




0 



Agent/Customer 
communicate issues 



Phone3 



toy 



I 


Agent 




PC 



f Agent wraps up 
/ and sets status 
\ to Ready and waits 
\to handle next conta 




"7 2. 




Li = 






s -x"' 

/ Assignment Mgr \ 
( notifies Agent Mgr of J— 
yVR Contact for Agent/ 



CTI 
Server 

















CTI 






Manager 





Agent 




Routing 


Manager 




Manager 




S2o 





Agent 




PC 



FIG- 7? 



2WO 



AgentManager 
dispatches 
IVR Voice 
Contact to Agent 



Agent receives contact! 
and retrieves specif ied 

Contact Data for 
preparation of Screen 
Presentation 



Application event 
handler receives 
contact Info and 
invokes Contact Cntr 
Appliction for contact 



Telephony 




IVR 




Switch 




21 



Agent generates 
..Contact Received 
event for Application 
°vent handler 



? 



Agent requests Agent 
Manager to 
transfer customer 
call to Agent Phone 



Telephony switch 
transfers call from 
Z\J X .to 
agent phone 



I 



Agent answer© 
Incoming call 



I 




ZY?0 



Agent/Customer 
communicate issues 



I 



/ Agent wraps up 
j and sets status \ 
1 I to Ready and waits / 
Xo handle next contac/ * 



Assignment Mgr 
notifies Agent Mgr 

of WebCallback 
Contact for Agent 




AgentManager 
dispatches 
WebCallback 
Contact to Agent 



Agent receives contact 
and retrieves specified 

Contact Data for 
preparation of Screen 
Presentation 



JOY 




Application event 
handler receives 
Contact info and 
invokes Contact 
Cntr Application for 
Contact 



Agent generates 
Contact Received 
event for Application 
event handler 



T 



1 




Jot, 

Server 












CTI 
Manager 



Agent notifies Web 
Collaboration proxy to 
present "reverse 
screen pop' HTML 
to customer PC for 
notification 



f!i 



Web 




Server 




Web 
Proxy 


Web 
Collaboration 
Proxy 



Template 
Manager I 



Agent passes 
customer phone* to 
CTI Manager 



Agent 




Routing 


Manager 




Manager 



C0'*f*£ r c&#T'&*~ Server 




zc?o 



Telephony switch dials 
customer #. Customer 
receives call 



Agent/Customer 
communicate issues 



Phone: 

ILffl 



1 


Agent 


5 


PC 



'/of 



2<9i> 




T 



.gent wraps up ancK 
sets status to Ready \ 
and waits to handle J 
next Contact ^/ 



f/6>- f 2 - 



• • 



- Netscape 



Contact Center 
Management^' 




m 



HE 



m 



REVERSE SCREEN POP 



► Thank you for your interest in ACME Electronics . You are about to be called by an 
ACME Representative within 15 seconds in regards to your inquiry. 

Should you only have one phone line you are using for this current connection to the 
Internet please disconnect so we may contact you. 



f/0 f"/ 



f Assignment Mgr 
I notifies Agent Mgr of 
\ACD Contact for Agen 




Agent 
Manager 





Routing 




Manager 



Contact Center Server 





AgentManager 
dispatches 
Web Chat 
Contact to Agent 



74, 



Agent receives contact 
and retrieves specified 

Contact Data for 
preparation of Screen 
Presentation 



Application event 
handler receives 
contact info and 
invokes Contact Center 
Application for Contact 



Agent generates 
Contact Received 
event for Application 
event handler 



Agent launches Web 
collaboration applet to 
connect to Chat Server 



Chat Server connects 
customer PC and 
agent PC 
in same chat channel 



Agent/Customer 
communicate issues 



f Agent wraps up and\^ 
sets status to Ready J 
and waits to handle J 
next contact / 



fib ^1 



Customer 
PC 




/ Assignment Mgr 
( notifies Agent Mgr of 
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